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1 . An Examiner's Amendment to the record appears below. Should the changes and/or 
additions be unacceptable to applicant, an amendment may be filed as provided by 37 C.F.R. 
1.312. To ensure consideration of such an amendment, it MUST be submitted no later than the 
payment of the Issue Fee. 

2. Authorization for the examiner's amendment was given in a telephone interview with 
Wendy Koba, reg. no. 30,509, on May 11, 2005. 

3. The application has been amended as follows: 

a. Replace claim 1 to read as of the following: 

In Claim 1, 

1. (currently amended) An automatic customer maintenance system for 

automatically providing infrastructure maintenance in response to a customer form/report/ticket 
in a communications network that includes a core communications service and an Access 
Provider service, comprising: 

a Work-Flow Manager, arranged to automatically trigger, for each customer 
form/report/ticket, at least one automatic diagnosis software program from a plurality of 
automatic diagnosis software programs without human intervention for automatically generating 
a ticket/customer repair request regarding a problem and diagnosing the problem by using the at 
least one automatic diagnosis software program and using an automatic linking program for 
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automatically linking and correlating the customer form/report/ticket with another ticket for 
problem occurring in a higher level facility/equipment: and 

a Maintenance Program Scheduler, coupled to the Work-Flow Manager, for invoking at 
least one predetermined maintenance software program based upon predetermined criteria being 
met by the form/report/ticket, and the results of the at least one automatic diagnosis software 
program, for automatically testing to determine whether the problem has been fixed, 
automatically generating clearance information and analysis codes on the ticket, automatically 
notifying the customer that the system has repaired the problem and automatically closing out the 
ticket/customer repair request upon successfiil repair of the problem, without human 
intervention. 

b. Replace claim 15 to read as of the following: 
In Claim 15, 

15. (currently amended) A method for automatically providing, without human 
intervention, infrastructure maintenance in response to a customer form/report/ticket in a 
communication network that includes a core communications service and an Access Provider 
service, comprising the steps of 

automatically generating a ticket/customer repair request regarding a problem; 

automatically diagnosing the problem by using m at least one automatic diagnosing 
diagnosis software program and using an automatic linking program for automatically linking 
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and correlating the customer with an area to solv e a problem: form/report/ticket with another 

ticket for problem occurring in a higher level facility/equipment : 

automatically testing to determine whether the problem has been fixed; 
automatically generating clearance information and analysis codes on the ticket: 
automatically notifying the customer that the system has repaired the problem; and 
automatically closing out the ticket /customer repair request upon successful repair of the 

problem. 

4. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Philip C. Lee whose telephone number is (571) 272-3967. The 
examiner can normally be reached on 8 AM TO 5:30 PM Monday to Thursday and every other 
Friday. If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, John FoUansbee can be reached on (571) 272-3964. The fax phone number for 
Group 2100 is (703) 872-9306. Any inquiry of a general nature or relating to the status of this 
application or proceeding should be directed to the receptionist whose telephone number is 
(703)350-6121. 

Philip Lee 




